Service quality is very importance aspect in a boarding school. In this research, an importance-performance analysis enables to evaluate the weaknesses of an Islamic boarding school according to service quality factors. This study attempts to understand stakeholders' expectations and perceptions toward boarding school and shows the usefulness of the Importance-performance analysis grid in evaluating the service quality of school. This research identifies 35 items and each item is rated using the 5-point of Likert scale. The results are obtained from 350 respondents from students, teachers, and parents. The final results of importance-performance grid show that 12 items fall into quadrant of "Keep up the good work", and 18 items fall into the "Concentrate here" quadrant, 3 items fall into quadrant of "Low priority", and 2 items fall into "Possible overkill" quadrant. The findings of the research show that a school management and facilities aspect are necessary to better organizational characteristics and enhance the service quality of school. The results are useful in identifying marketing strategic and help the boarding school develop better service quality. 
Introduction
The importance and performance analysis method (IPA) is used in market research in order to measure the level of customer satisfaction. The objective of this study is to evaluate and focus the use of IPA as a management tool to measure the quality of boarding school services. We suggest that this method can be easily implemented in other schools, as a performance outcome measure that includes student, teacher and parent input. IPA is an effective and simple technique that can be applied to investigate the customer satisfaction as a function of both to importance and performance (Wu et al, 2010) . Importance-performance analysis provides management, which focuses for developing strategies (Matrilla and James, 1977) . This research attempts to understand stakeholder (student, teacher and parent) expectations and perceptions of an Islamic boarding school and shows the usefulness of the IPA grid in evaluating school marketing benefits from their perspectives. The results of this research are a survey based random sample of 350 respondents.
Amanatul Ummah is an Islamic boarding school with good performance and almost all of graduated became a student in famous universities. The authors choose some variables that are considered important in achieving the goal of this study. The results of importance performance analysis show that the internal factor of boarding school is related to the services quality such as school facilities, teacher performance and food management. This paper is organized as follow: section 1, instroduction; section 2, reviews importance-performance analysis; section 3, research instrument, participant characteristic, the methodology applied and data analysis; section 4, findings of the study are described in this section; and finally, conclusion in section 5.
2.0
Importance-performance analysis IPA is a simple method for simultaneously considering the weaknesses and strengths of a business when evaluate or define a suitable strategy for many purposes (Linda et al, 2010) . Matrilla and James (1977) first propose IPA as a useful tool to provide management insights to identify strengths and weaknesses for improving the performance. Educational organizations frequently use IPA as a tool to evaluate strategies and service quality (O'Neill et al, 2004) , in service quality of a school, and in a government project (Wong et al., 2011) .
Since then, the IPA framework has gained popularity among researchers in service quality (Ennew et al, 1993) , and simple tool in evaluating service quality of higher education (Silva et al, 2011) . IPA examines not only the performance of an item, but also the importance of that item as a determining factor in satisfaction to the respondent (Silva & Fernandes, 2010) . The combined client ratings for those two components then provide an overall view of satisfaction with clear directives for management and where to focus agency resources (Silva et al, 2011) . This method has proven to be a generally applicable tool which is simply to interpret result in extensive use among researchers in various fields. IPA is a way to promote the development of effective strategy, because this method facilitates the interpretation of data and increases usefulness in making strategic decisions (Matzler et al., 2003; Kitcharoen, 2004; Abalo et al., 2007) .
The IPA model is a method divided into four quadrants, with the importance on the y-axis and the performance on the x-axis. Quadrant Ι is labeled "Keep up the Good Work," with high importance and high performance, which indicates that the firm or company has been performing well to gain competitive advantage. Quadrant II is labeled "Concentrate Here," with low performance and high importance, indicating that the firm or company has been performing badly, poorly and requires improvement to be a top priority. Quadrant III is labeled "Low Priority," with low performance and low importance. Any attributes falling into this quadrant are non-important to organizations and or to company. Respondents do not perceive this feature as an important variable. Quadrant IV is labeled "Possible Overkill," with high performance and low importance, indicating that employees or respondents are satisfied with the performance, but the specific attribute is relatively non-important for respondents. In this study, all sub-attributes collected in a single Cartesian diagram. Slightly different from the studies conducted by other researchers (Silva & Fernandes, 2010; Kitcharoen, 2004; Yu-Chuan Chen et al, 2013) who tend to be more simple and just use the main attributes to analyze the placement of quadrant.
Method

Research instrument
This research measures the variables of service quality in Amanatul Ummah Boarding School by surveying stakeholder perception. A questionnaire is used to collect information and stakeholder perceptions which cover most of the boarding school aspects. It is developed based on an extensive literature review and the author experience.
The instrument comprises two sections; the first section consists of 35 items that measure student activities such as learning activity in the classroom, school facilities, school management, food service and teacher performance. The second section consists of five questions to collect respondent demographics: gender, work years, age, occupation, and education. Likert scale measures the performance and importance attributed to each item in the first section. The "importance" of each attribute is rated using the 5-point Likert scale from 5 (very important) to 1 (very unimportant). The "performance" of each attribute is rated from 5 (very satisfied) to 1 (very unsatisfied).
Respondents are asked to asnwer the 35 survey items and rate the degree to which they agree with each item description in the questionnaire, with 1 representing the lowest degree item and 5 representing the highest for all aspects and items.
Participant characteristics
This study focuses on stakeholder attitudes toward development strategy provided by the school service quality. Data are collected at Amanatul Ummah Boarding school, Pacet District, Mojokerto, Indonesia, from October to November of 2015. The author distributes 380 questionnaires at this school, and 350 usable questionnaires are returned. The valid return rate is 100%. The percentage of men and women in the sample is 47.71% and 52.29%. Demographic information such as gender, age, occupation, and education is shown in Table 01 . 
Data analysis
The author uses IPA to compare the importance and performance of Amanatul Ummah Boarding School in this case study. Although IPA is a traditional tool, it can help to evaluate and analyze organizational service, provide guidance to formulate strategies, and to allocate resources to the right place, the right people and with good facilities. IPA enables management to evaluate and identify the major weaknesses and strengths of organizational success factors. Therefore, this research uses the IPA model to evaluate the performance and importance of boarding school of Amanatul Ummah.
Likert scale measures the performance and importance attributed to each item in the first section. The "importance" of each attribute is rated using the 5-point Likert scale from 5 (very important) to 1 (very un-important). The "performance" of each attribute is rated from 5 (very satisfied) to 1 (very un-satisfied).
Respondents are asked to select the 35 survey items and rate the degree to which they agree with each item description and question, with one representing the lowest degree and 5 representing the highest. A total of 350 respondents complete the instrument for this research, and the result is described in Section 4.
Results and Analysis
This research differentiates the investigated into two groups of aspects and eight categories. The first group is management aspects comprising (a) Educational system, such as method, learning environment, learning material, daily exercise and homework (5 items); (b) school expense; entry tuition fee, other dues (3 items); (c) school facilities, such as security system and food system (2 items); and, (d) teacher, such as intelligent, professionalism, skill, competence, attitude (5 items). Second group is facility aspects; (e) mosque, such as cleanliness, neatness, speaker system, and lighting (4 items), (f) cafeteria (canteen), such as cleanliness, neatness, food, drink and goods (5 items), (g) hostel, such as cleanliness, neatness, quantity, natural air and bed (5 items), and (h) toilet, such as cleanliness, neatness, quantity, water and lighting (5 items).
Based on the eight categories, the thirty-five question and 5-point Likert-type questions are selected. A full list of the 35 refined scale items is shown in Table 2 which examines the response across the scale items to assess employee perceptions of boarding school services and the importance assigned by all respondents to each item. Table 2 shows the average and value difference between importance and performance for 35 items which are grouped around the previously identified factor structure. All importance scores are shown to significantly differ from performance scores. A further examination shows that the importance means for all items are higher than the means of performance. This reflects the existence of a quality gap. Whereas respondents consider each of these items become a significant importance in their overall evaluation of their experience, the school facility is not performing at a level that reflects the assigned importance. Analyzing the findings in terms of quadrants as in Figure 1 , 35 items fell under quadrants 1 to quadrant 4. In Figure 1 , the x-axis represents their performance perception, while the y-axis represents their importance perception. The cross-hairs (vertical and horizontal of red lines) are located at the grand-mean scores. The mean values for overall importance (4.50) and performance (3.50) are used to split the axes which similar to the suggestion by Matrilla and James (1977) that cross-hair placement is a relative judgment rather than an absolute measure. The following paragraphs describe each IPA quadrant in detail.
1) The "Keep up the good work" quadrant. All items that fall into this quadrant are the management and service strength of the boarding school. Respondents believe this specific attribute to be crucial and are satisfied with performance. This quadrant, comprising twelve items, suggests areas where the boarding school of Amanatul Ummah is doing well and must continue the good work.
2) The "Concentrate here" quadrant. Items that fall into this quadrant represent key areas that must improve as a top priority. Eighteen items are located in this zone. Include 3 items of managerial aspects (security system, and food system intelligent of teacher) belong to the school facility variables which demand immediate action from the school.
3) The "Low priority" quadrant. Any item that falls into this quadrant is non-important and does not pose a school threat. Consequently, it is unnecessary for management to focus additional effort here. Three items (tuition fees, monthly dues and price of the goods in the cafeteria) are located in this zone.
4) The "Possible overkill" quadrant is overly emphasized by the school, which should allocate more resources to manage items that reside in the "Concentrate here" quadrant. This quadrant reflects a lower and misuse of school resources. Two items (method and learning environment) belong to this quadrant. The management aspects located in this zone are a low-priority region. 
Conclusion
The results of importance-performance grid show that 12 items fall into the "Keep up the good work" quadrant, 18 items fall into the "Concentrate here" quadrant. Three items fall into the "Low priority" quadrant, and two items fall into the "Possible overkill" quadrant. These findings suggest that management and facility aspects are necessary to better match with the organizational characteristics and enhance the service quality. IPA results
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indicate that management aspects in Amanatul Ummah boarding school are running well, which fall into "Keep up the good work" quadrant. On the other side, the quadrant of "Concentrate here" should direct attention from school management and requires more resources to making improvement in this quadrant. Eighteen items fall into this quadrant dominated by physical aspects such as cafeteria, mosque, hostel and toilet.
This research results provide further evidence of the importance of the education system, and management can use these IPA results to create a development strategy and upgrading the building quality aspect based on the performance and importance shown in the four quadrants from respondent's perspective. IPA in this research is an effective method to measure student's perspective on good facility, teacher performance, building facilities, and the others. The finding suggests that management of school is necessary to improve and should be in better condition than now, such as facilities of toilet, hostel, cafeteria, cleanlianess of the mosque, and others.
There are some steps which are not clear completely such as the limitations of 35 items of research variables. The authors could add more variables and analyse it altogether in the table of IPA. On the other side, some results between performance and importance have shown GAP of values. This is because the importance and performance ratings might be influenced by respondent demographic experiences and backgrounds. Future studies can explore management and building facility aspect across various organizations. This study does not allow for applying methods such as the AHP, GAP analysis, and other multi-attribute utility frameworks. Perhaps interested researchers could conduct similar studies from these perspectives.
